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Abstract. Service sector has an important role in Indonesian economic growth. 12.82% of the total 
percentage growth comes from the service healthcare sector. Health care service industry that is currently 
growing rapidly in Indonesia is a spa business. Spa treatment is needed to refresh the body and feel the 
relaxation for those who have many activities that drain energy and mind such as college student. In West 
Java, one of the cities which have a high level of college students population are from Jatinangor with a 
high level of student activities in Jatinangor. Based on the condition above, Savarna provide a Spa delivery 
service on Jatinangor.  As a start-up company who work in service industry, service quality being a critical 
consideration to attract customer and build customer loyalty. Service quality becomes the valuable factor 
on the spa business. Factor that can determine customer loyalty in this business is service quality. There is 
a gap between customer expectations and experiences based on what has their perceived. Research 
objective of this study is proposed a solution as the improvement of service development on Savarna based 
on the service quality analysis. In analyzing the issue, researcher use questionnaire which made based on 
SERVQUAL method and given to the customers who have perceived a treatment service from Savarna. On 
this study, researcher combined the SERVQUAL method with IPA (Importance Performance Analysis). 
From the service quality analysis, researcher identifies satisfaction rate and gap score between customer 
expectation and perceived service on Savarna service quality. The overall satisfaction of service quality 
assesment is correlated to the analysis of customer loyalty to determine the possibility of customer loyalty 
based on the satisfaction rate. Based on satisfaction index and gap score analysis, the lowest score of 
satisfaction are exist on the on-time delivery factor and fast response of customer service contact. 
Whereas, the cartesius diagram analysis shows three attributes that need a high priority improvement is 
on the neatness and hygiene service, punctuality on delivery time, and admin can give clear information 
needed. For the correlation to the customer loyalty, the analysis shows 5 respondents have a 15% 
possibility to become loyal customer, 27 respondents have a 65% possibility to become loyal customer and 
33 respondents have a 95% possibility to become loyal customer.Therefore, researcher purposed several 
improvements plans to minimize the gap between customer expectation and perceived service and also to 
maintain customer loyalty which are, Savarna need to add a new item of SOP for the neatness service 
factor, hire more therapists, add new admin , make a schedule of advertising posts, get more followers on 
instagram, event promotion, use the attributes of the SERVQUAL method on the questionnaire, and for 
the future, Savarna should consider to providing additional compensation for the employee and having a 
legal business license from the government.  
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Industrial services business is an economic factor that becomes the focal issue on Asia-Pacific 
Economic Cooperation (APEC) 2014 particularly in Policy Support Unit in terms of developing 
innovative services sector to maintain the economic growth sustainability. Among others, the 
business services sector has become an important factor in economic growth of Asian Pacific 
since growth rates shows the highest average over the last 25 years during 1989-2009 (Hew, 
2014)  
 
Indonesia is one of twenty-one Asia-Pacific countries listed in APEC (Kementerian Luar 
Negeri Republik Indonesia, 2013). Service sector has an important role in Indonesian economy. 
The service sector in Indonesia is growing rapidly and has a role of approximately 51% in 
Indonesian economic development (Director of Indonesia Executive Dialog, 2015)  
 
One of province in Indonesia, which has experienced economic growth, is West Java. For West 
Java itself, the economic condition in 2015 is 4.88% growing than the previous year. One of the 
factors influencing the percentage rate of growth came out from the healthcare service field 
with a figure of 12.82% (BPS Provinsi Jawa Barat, 2015). Healthcare service industry that is 
currently growing rapidly in Indonesia is a spa business. It is based on fact that Indonesia has 
been positioned as a destination country for the spa services on worldwide level (Iswandari, 
2011). Spa treatment is needed to refresh the body and feel the relaxation for those who have 
many activities that drain energy and mind such as college students. In West Java, the 
populations of college students are high especially in Jatinangor area that still didn’t have a 
spa place yet to delivers the benefit from spa services treatment refers to 2015 condition.  
 
Savarna is a service business that focuses on SPA and Reflexology located in Jatinangor  
Savarna  provide a Spa delivery that offering spa services by deliver the treatments to the 
customer place. Savarna favor the healthiness in the services offered. Savarna purpose is to 
give the best experience of spa treatment to the customer on refreshing the body and relaxing 
their mind. To achieve the aim of the company, the most important factors that must be 
present in the company ministry is service quality.  
 
As a start-up company who work in service industry, service quality being a critical 
consideration to attract customer and build customer loyalty. Service quality becomes the 
valuable factor on the spa business especially for Savarna. In service business, customer loyalty 
is a factor Savarna should preserve. One of the potential factors that can determine customer 
loyalty in this business is service quality. There is a gap between customer expectations and 
experiences based on what has their perceived. Savarna need to identify the quality of its 
service related to the customer satisfaction. The purpose of this research is to  identify the 
factors of service quality on Savarna to determine the customer loyalty and generate a 
development to improve the service quality. 
 
2. Theoretical Foundation 
 
To analize the service  quality factor, researcher used SERVQUAL method  proposed by 
Parasuraman et. Al (1988). The SERVQUAL model proposes customers evaluation of service 
quality on five dimensions, which are reliability, responsiveness, assurance, empathy, and 
tangibles. The factor on delivering a good perceived service quality is by achieving customer 
expectation of a service provide by the company.  
 
Service quality attributes are refer to the 5 dimensions of service quality (Parasuraman et al., 
1990). Those 5 dimensions are: 
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1. Tangible 
Involve physical evidence, equipment, employee, and communication tool in 
process of service. 
2. Reliability 
The company ability to provide a service accurately, satisfying, and on-time. 
3. Responsiveness  
The willingness of employees to help customers and provide service with response. 
4. Assurance 
The way employees serve customer with their attitude that can build customer 
trust towards the company. Assurance are divided into four sub-dimensions which 
is: 
a. Competence: knowledge and expertise of the employees as a supporting factor 
in service. 
b. Courtesy: related to respect, attitude, courtesy, and attention which indicated 
all employees to customers as a part of service. 
c. Credibility: being honest and trustworthy. Concerning the credibility of 
company name and reputation, employee personal character, communication 
skills, and interaction with the customers. 
d. Security: means free from danger, risk or hesitancy to use the services of 
companies that include physical security, financial security, privacy and 
confidentiality. 
5. Empathy: Employees communication ability and understanding to customer needs. 
Empathy dimensions are divide into three sub-dimensions which is: 
a. Access: ease to reach in terms of location and convenience to contact 
companies 
b. Communication: communicate to customer in an easily incomprehensible way 
and able to listen customer suggestions and complaints. 
c. Understanding/knowing the customer: able to comprehend customer needs 
and want.  
 
Parasuraman et al. (1988) suggested that customer expectations are what the customers think 
a service should offer rather than what might be on offer. Zeithaml et al. (1990) identified four 
factors that influence customer expectations which is word of mouth communications, 
personal needs, past experience, and external communications. A gap is appears when the 
customer perceptions of the delivered service are not the same as their satisfaction rate. This 
gap is addressed by identifying and implementing strategies that affect perceptions, or 
expectations, (Ramseook-Munhurrun, Lukea-Bhiwajee, & Naidoo, 2010) (Parasuraman et al., 
1985; Zeithaml et al., 1990). Parasuraman et al. (1988) proposed that the SERVQUAL model 
could be extended to measure gaps in quality. The purposes of identify the existing of a gap is 
a process of service development to meet customer expectations and perceived service. 
Therefore, the company can develop the quality of its service. 
 
Customer satisfaction can lead to the correlation of customer loyalty. (Yu and Dean, 2001). On 
average, 95% of customers stating "very satisfied" tend to be loyal to a product or service. 
Loyalty rate plummeted to 65% on the customer stating "satisfied", 15% neutral, 2% of loyalty 
for "not satisfied", and when the customer is not satisfied, the level of loyalty is 0 or will not to 
be loyal to the product or service (Hill, Brierley and MacDougall (1999). The correlation has 
been summarized as the table follows. 
 
Table 2.1 Correlation of Customer Satisfaction and Customer Loyalty 
CUSTOMER SATISFACTION RATE LOYALTY RATE 
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Excellent/ sangat puas 95% 
Good/ puas 65% 
Neutral/ Biasa 15% 
Not satisfied/ tidak puas 2% 
Very not Satisfied/ sangat tidak puas 0% 
 
3. Methodology  
 
In analyzing the issue, researcher use primary data and literature review as the supporting 
statement of the study. Primary data that researcher used in this case study is questionnaire. 
The type of data is quantitative and researcher analyzes the data using SERVQUAL Method. 
Researcher chooses a probability sampling with justified approach. The sample chooses are all 
of the customers who have received a service from Savarna Spa Delivery. 
 
Researcher analized the factor that focusing on the internal analysis. The questionnaire was 
given to the respondent who has already perceived a treatment provide by Savarna with the 
number of 65 samples. Questionnaires are made based on SERVQUAL method that 
categorized into five dimensions of service which is then divided into several attributes and 
consist of 21 questions. Five dimensions service are  are tangible, reliability, responsiveness, 
assurance, and emphaty. Those questions will be classify from the operational elements, 
therapist as human resource, and marketing elements based on Savarna standard of service. 
Each of attributes is separated into three assessment which is importance factor, customer 
expectations of service and the actual experiences to discovered the existence of gap. And 
there were two questions to identify customer loyalty, whether they will use Savarna spa 
services in the future and whether they will recommend Savarna to others. The questionnaire 
will use measurement tools in the form of rating scale in the scale of 1 – 5. 
 
On this study, researcher combined the SERVQUAL method with IPA (Importance 
Performance Analysis). used in the data processing. By using SERVQUAL analysis, researcher 
can determine the company performance of gap existence and the importance of each 
attribute from customer perspective. Therefore, each of the service attribute are then plotted 
by using cartesius diagram which divided into 4 quadran.  
 
4. Data Analysis 
 
Researcher determines the comparisons between customer expectation score and the 
perceived service performance of each attribute in the dimension of service quality by using 
satisfaction index analysis. The omparison of each dimension of customer satisfaction rate can 
be seen in the following table. 
 
 
Figure 4.1 Diagram of Satisfaction Index on Service Quality Attributes 
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Based on satisfaction index analysis, the lowest satisfaction index is on the reliability 
dimension particularly on the on-time delivery factor. From this analysis, it shows that on-
time delivery factor is below customer expectation. While the highest satisfaction index is on 
the tangible dimension particularly on the therapist appearance were polite and neat factor.  
 
On gap analysis, researcher identifies the existence of gap in Savarna spa service quality. The 
following table shows the difference level of gap in each dimension of Service Quality 
 
Table 4.1 Gap Score Analysis of Service Quality on Savarna 
 Dimension 
Perceived Service 
Performance 
 (X) 
Customer 
Expectation 
(Y) 
GAP 
Tangible 4.42 4.31 0.11 
Reliability 4.38 4.40 -0.02 
Responsiveness 4.42 4.32 0.09 
Assurance 4.74 4.63 0.11 
Empathy 4.43 4.44 -0.01 
 
The difference level of gap is exist on the reliability dimension in the score of -0.02 and 
Empathy dimension with the gap score of -0.01. Therefore, both dimensions will be prioritized 
to do an improvement of its service. Below is more detailed analysis of the gap score 
calculation from customer expectation and perceived service on Savarna based on the 
respondent’s assessment. 
 
The detailed gap score calculation shows the existence of negative gap score on the on-time 
treatment delivery and fast response on personal contact. Whereas, the cartesius diagram 
analysis shows three attributes that need a high priority improvement is on the factor of 
neatness and hygiene service, punctuality on delivery and treatment time, and admin can give 
a clear information needed. 
 
Table 4.1 Respondents response to overall satisfaction of Savarna service quality 
 
ITEM 5 4 3 2 1 
Total 
Score 
% 
Score 
Category  
Q12 
33 27 5 0 0 
288 88.6% Very Satisfied 
50.8% 41.5% 7.7% 0.0% 0.0% 
The scores calculation of presented in the table above shows respondent’s assessment of the 
statement "Secara keseluruhan, Anda puas dengan treatment yang kami berikan" which 
categorized to very satisfied with the total score of 288, or 88.6% from the ideal score of 325. 
 
The assessment of the overall satisfaction will be linked to the question "Apakah Anda tertarik 
untuk kembali menggunakan jasa spa kami?" and "Apakah Anda akan merekomendasikan spa 
kami kepada orang lain?" as the analysis factor for customer loyalty. Those two questions are 
use as the customer loyalty measurement in this research. 
 
From the analysis of respondents data to the question stated above, all respondents answered 
"yes", therefore it can be concluded that all of the customers who become the sample of this 
research are willing to use the service of savarna spa in the future and willing to recommend 
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savarna to the others which is also means that the 65 of respondents have a possibility to 
become a loyal customer.  
 
Based on the Correlation of Customer Satisfaction and Customer Loyalty rate that have been 
addressed on the table 2.1, 7.7% or 5 respondents have a 15% possibility to become loyal 
customer. 41.5% or 27 respondents have a 65% possibility to become loyal customer and 50.8% 
or 33 respondents have a 95% possibility to become loyal customer. 
 
5. Conclusion 
 
From the analysis of service quality on Savarna, researcher has identify several attributes that 
need to be improve. Based on the satisfaction index and gap score analysis, both of tools have 
the same result which stated the service quality that is necessary to be improve are the on the 
factors of punctuality on delivery and treatment time and fast response of personal contact. 
Whereas, based on the cartesius diagram analysis, the factors that become a high priority to be 
improves are neatness and hygiene service, punctuality on delivery and treatment time, and 
admin can give a clear information needed. 
 
 
Therefore, Researcher identifies several attributes that need to be improves which is the 
factors of punctuality on delivery and treatment time, fast response of personal contact gave 
by admin, neatness and hygiene service, and a clear information gived by admin. 
Researcher purpose the main improvement that can be performed by the company as follows: 
1. Savarna need to add a new item of SOP to ensure that the customer satisfied with the 
neatness service given. And if there were still a complaints about cleanliness after 
treatment or the low assessment given, Savarna should give a voucher discount for the 
further booking order. 
2. Savarna should consider to hire more therapists to avoid the lateness of delivery 
service.  
3. Make an addition of admin or buy a new gadget which is devoted to the the company 
necessity. Savarna can choose between the two options according to the company 
needs and financial capabilities. 
4. Increase followers on Instagram and make a schedule of advertising posts. Savarna 
should do an advertising posts on the social media account two times per week 
minimum. 
5. Event promotion recommended by researcher is by give a discounts or souvenir to the 
customers whose having a birthday. 
6. Improve the way of delivering questionnaire in more detailed statement by use the 
attributes of the SERVQUAL method. 
7. For the future, Savarna should consider to providing additional compensation as the 
additional bonuses for the employees 
 
From the solution that has been recommended, there is a possibility to close or decrease the 
gap to meet customer satisfaction. However, a high level of customer satisfaction does not 
guarantee that the customer will be loyal to a company forever (Lowenstein, 1993). By identify 
the possibility of the factors above, researcher suggested an additional improvement strategy 
to achieve and maintain customer loyalty based on five main critics of customer satisfaction 
research relating to customer loyalty factor, proposed by Hoffman. The summarized 
recommendation improvements are: 
1. Keep makes an innovation of its service to face the competitiveness and keep the 
company sustainability to become growth. One of the event promotion recommended 
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by researcher that could be realized from now on is by give a discounts or souvenir to 
the customers whose having a birthday. Based on the environment condition analysis, 
researcher also suggested Savarna to open the new branch in Bandung due to the 
demand that relatively high from Bandung. 
2. Record all of the complaints and suggestions given from costumers. Until recently, 
savarna had conducted the after sales service by asking customer testimonials of 
Savarna service. This service factor should be maintain in Savarna spa. 
3. Improve in way of delivering the contents from questionnaire in more detailed 
statement such as use the attributes of the SERVQUAL method. 
4. For the future, Savarna should consider to providing additional compensation as the 
additional bonuses for the employees. 
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